Abstract. Personalized applications exhibit features adjusted to the preferences or needs of users and can provide benefits related to customer relationship or related to the efficiency of organizational work. This article presents a conceptual model that can be viewed as a contribution to the body of knowledge of Information Systems and Technologies professionals with responsibilities in the adoption, and development of personalized Web applications. These contributions include: a conceptual model that combines and articulates aspects that contribute to the success and to the quality of personalized information system (this model combines design features, facets that contribute to the quality and metrics that can be used to evaluate the performance of organizational work supported by personalized information systems). This set of aspects combines a synthesis of information so far scattered in the literature with proposals and recommendations with empirical knowledge based on an empirical study.
Introduction
With the globalization of information and communication technologies (ICT) (due mainly to wide dissemination of services based on Internet/Web), personalization become a reality in many Web sites and in some organizational information systems. The personalization of applications and computing platforms is a complex process. This work aims to address the following questions: a) what kind of factors contribute to the quality of a personalized information system? b) what aspects should be taken into consideration when implementing a personalized system? what factors influence the performance of a personalized information system? This article presents the following research results: a) the main quality facets of a personalized information system; b) a conceptual model covering aspects such as the main features that contribute to the personalized system design, the quality facets and the metric for the work execution using personalized applications.
Personalization Types
There are several areas, both in academia and in organizations, where personalization is considered as an issue. Examples include: management, economics, marketing and sales, political science, sociology, anthropology, medical sciences, clinical information systems and computer science [1] . In what concerns information systems, the main goal to personalize ICT applications is to fulfill the needs and preferences of a person (or group of persons) that use a specific personalized ICT application. Personalized ICT applications (also named as Personalized Applications -PA) facilitate the interaction among the various actors that cooperate within an organization, and the interaction with information providers and information recipients. It allows people to have easier access to content and services.
The "individuality" of consumer information is the key aspect in the personalization definition, implying that an individual's attributes, such as identity, preferences, constraints and provision (example, location and presence) have a potential impact on the personalization process [2] .
According to the personalized features and purpose of a PA it is possible to establish different typologies to achieve personalization based on different aspects,
-What is personalized? The system characteristics that will be personalized (for example: content, user interface, information features, and channels for information delivery). -Who are the personalization targets? Individuals or groups/categories of individuals. -Who sets the personalization (user or system, or both)? Implicit or adaptive/proactive, if the personalization is done automatically by the system when the system, through collaborative filtering techniques, discovers product preferences of a customer. Explicit or reactive if individuals participate in providing information about their preferences and needs. -How is personalization achieved? There are two possible ways to achieve personalization: a) through processes of personalization that not require intervention from users -observational [4] or implicit personalization; b) personalization processes that somehow require the participation of users. In the last case, when users are interrupted in the work processes they are involved in to provide answers to questions that are placed upon it, the personalization is said to be intrusive or explicit personalization [5] .
Quality Facets of a Personalized Information System
The quality of a system is measured by its desirable characteristics. For example, in Web enable e-commerce support systems, quality involves usability, trust/safety, reliability, adaptability and performance (response time) [6] . The quality of information refers to the comprehension of the system contents [7] and has characteristics like: form (more discursive or more graphical qualitatively or
